MARINE CORPS ASSOCIATION & FOUNDATION

JOB DESCRIPTION

Job Title:

Call Center Manager

Reports to:

Department Head for Retail Support
Department:

Retail
FLSA Status:
Non-Exempt

Date:


February 2021
Summary of Position
The Call Center Manager reports to the Department Head for Retail Support and supports the retail division of MCA with all incoming orders for product or services from the web, phone, fax, live chat, mail and other outside sources. The Manager supports the entire sale cycle of an order, beginning with the Customer Care Call Center, through the Fulfillment Center, and maintains the budget, personnel and reporting operations associated with the processes.
Essential Duties

· Know all facets of order-fulfillment process 
· Implement all procedures of Retail order-fulfillment processes 

· Hire, train and supervise employees

· Build, develop and lead a goal-oriented team 

· Assist staff with all duties in department where needed
· Responsible for all incoming orders from web, phone, fax, mail and other outside sources

· Measure and manage customer expectations, experience and satisfaction

· Modify Customer Care and Fulfillment procedures and provide training to achieve financial goals

· Coordinate with web manager to develop targeted marketing and advertising to improve Business-to-Business and Business-to-Consumer sales

· Oversee the Customer Care Call Center and WooCommerce
· Assure that all customer calls, zopim chats, and web orders are answered promptly, courteously and customer requests are handled and processed in a timely, professional, and efficient manner

· Schedule staff for complete coverage as needed

· Solve problems related to missing and mis-shipped orders

· Stay informed of all specials, promotions and membership benefits

· Protect the privacy of customer data and customer confidentiality

· Complete daily reconciliation short/overages for business office

· Support and maintain an open door policy 
· Monitor and evaluate employee performance

· Establish department budget, goals, and key performance indicators

· Closely monitor department financials and track actual results against budget and goals

· Keep MCA management informed about all customer service issues and trends

· Monitor WooCommerce for errors, site issues, product reviews, and declines
· Monitor customer service emails and disperse to employees

· Investigate order error emails and execute resolution 
· Other duties as may be assigned by Management

Job Requirements 
· Understanding of basic financial reporting for a small business

· Adept at managing people, both employees and customers
· Excellent organizational, communication, and interpersonal skills 

· Ability to work independently and as part of a team 

· Flexibility and creative problem solving ability 

· Ability to work under pressure 

· Possess strong initiative and self-motivation 

· Computer and e-commerce literacy

· Organization and problem solving ability

· Ability to work well with others

· A positive attitude

Supervisory Responsibilities

· Supervise Call Center 

· Coach and counsel of all employees on an as-needed basis

· Conduct performance appraisals
Education/Experience

· High School Graduate

· Associate or higher degree preferred

· Knowledge of the Marine Corp preferred

· Knowledge of retail, call center, fulfillment, and e-commerce a plus

Computer Skills

· Must be computer literate

· Microsoft Suite of Programs

· Knowledge of CounterPoint a plus

· Knowledge of WooCommerce a plus

